


Summer Wave Summary Report

Preface 
 In 2010, the Washington State Transportation Commission (WSTC) changed the process for how 

research is conducted regarding Washington State Ferries (WSF). In the past, stand-alone 
research projects were executed, but some of the issues facing ferry operations are of a 
longitudinal nature (changes over time). The decision was therefore made to create the Ferry 
Riders’ Opinion Group (FROG). FROG is an online community where ferry travelers will have an 
ongoing opportunity to weigh in on ferry issues through surveys and quick polls (single 
questions).  Since 2010, all WSTC research has been conducted using the FROG panel. 

 The research initiative in 2012 consists of the following main phases:
 Winter Customer Survey (target audience: FROG panel members only)
 Summer Customer Survey (target audience: FROG panel members & recreational/social riders)

 The focus of this report is the Summer Customer Survey.

 In addition to FROG panel member data, onboard, in-person surveys conducted with ferry riders were also 
collected during for the Summer Customer Survey.  The onboard surveys were collected in order to reach 
members of the general public with regard to specific survey objectives (recreational ferry riders).  
Throughout this report, the data from these onboard surveys is compared to FROG panel data where 
applicable, and referred to as “Onboard 2012.”  Onboard surveys were not collected by Market Decisions 
Corporation.

 A comprehensive report of all phases will be available winter 2012.

 All research was conducted by Market Decisions Corporation with input from the WSTC Research 
Team. For questions about this research, please contact Reema Griffith at WSTC (360) 705-
7070.

2 



Summer Wave Summary Report

Table of Contents
  Page #

 Methodology 4 
 Executive Summary 5 
 Detailed Study Findings 8 

 Social & Recreational Travel 8 
 Summer Travel Activity 21
 Rider Satisfaction 34
 Miscellaneous Topics 74

 Demographics 78
 Appendix A: Questionnaire 90
 Appendix B: Weighting 102

3 



Summer Wave Summary Report

Methodology
 The following report presents the findings for the Summer 2012 survey. The main objective of this research is to 

understand from the ferry riders’ prospective their travel behavior, opinions, and attitudes regarding important 
issues currently facing the Washington State Transportation Commission and Washington State Ferries.
 This overall objective resulted in the following areas of exploration:

 Summer travel activity – ferry travel from June 17 through September 22, 2012.

 Social and recreational – understand role of ferries in the social and recreational summer travel.

 Customer satisfaction – measure importance and satisfaction of terminal conditions, walk-on and transit 
services, toll booth interactions, loading and unloading procedures, vessel conditions, vessel crew interactions, 
on-time arrival and departures and WSF website and telephone services.

 Scheduling issues– gauge ability of ferry scheduled to meet transportation needs.

 Demographic characteristics of ferry customers – travel patterns, WSF satisfaction and demographic data.

 A total of two thousand eight hundred ninety (n=2,890) ferry riders completed the Summer 2012 survey yielding a 
maximum sample variable of +/- 1.8% at the 95% confidence level. 
 Ferry riders completed a web survey between September 6, 2012 and September 24, 2012.

 In 2010, data collection was completed in August, resulting in somewhat differing respondent profiles, including 
higher ridership during July than seen in the later survey period of 2012.

 In order to make the survey results proportionate to the ferry ridership universe as a whole, it was necessary to 
weight the data by route and boarding method based on their last trip taken.
 For additional details, please see Appendix B.

 Due to respondents who either did not answer certain questions or selected no response or don’t know, the 
question bases vary throughout the report.  
 Small sample sizes, those n=30 or less, will be called out on each slide, if present.

 Significant differences between routes (only noted when significantly different from roughly half of all other 
routes/at least 5 other routes) are highlighted by a blue outline.
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Executive Summary
 Summer Ridership

 The Seattle/Bainbridge (43%) and Edmonds/Kingston (36%) remain the most commonly 
ridden routes during the summer period.

 As expected, recreational/social ridership is high in the summer period, with two thirds 
(66%) saying their last social/recreational trip was also their most recent ferry ride.
 Visiting family/friends (39%) and single-day sightseeing/hiking trips (16%) are the top reasons for 

recreational ferry travel.
 WSF being the fastest or most direct way (49%) or having no reasonable alternatives (37%) are the 

main drivers to choosing WSF for social/recreational travel.
 The vast majority “probably” or “definitely would” be likely to use WSF again for future 

social/recreational trips.
 Those not riding for social/recreational purposes during the summer period do not expect to do so 

during the remainder of this year (66%), citing expensive ferry costs (34%) and only using the ferries 
for commuting (32%) as the main reasons.

 On average, total round trips on each route is lower than reported in Summer 2010.
 Reported ridership has fallen between 0.3 (Anacortes/Sidney and Anacortes/San Juan Islands) and 2.9 

(Seattle/Bremerton) round trips.

 Most riders boarded as either a vehicle driver (44%) or passenger (34%), with walk-on
ridership the highest on the Seattle/Bremerton (57%) and Seattle/Bainbridge (47%) routes.

 Single-ride tickets (41%) are more prevalent than in 2010 (38%), while multi-ride tickets 
follow closely behind (31%).
 The majority (81%) of those using a multi-ride ticket say they never share the pass with anyone under 

the age of 19.
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Executive Summary
 Miscellaneous Topics

 Due to high drive-on rates, most (66%) do not use the bus/train in conjunction with the 
ferries.  Significantly less (43%) of walk-on passengers say they do not use train or bus 
connections in conjunction with the ferries.
 Overall, just 10% of all riders say the ferry schedules do not align with their bus/train connections.  Of 

those walking on, 43% say the ferry schedule is adequately coordinated while just 14% say it does not 
match with needed connections.

 The majority (76% of all riders; 73% of walk-ons) say that the current ferry service schedule meets 
their transportation needs.  Otherwise, the most commonly mentioned improvement is an increase in 
the number of ferry runs (13% of all riders; 15% among walk-ons). 

 Half (54%) say the current percentage of operating costs covered by ferry fares should 
remain at 65%.
 Of those saying this rate should be higher, half (53%) believe operational coverage should be between 

71-80%.
 Half (51%) of those believing fare coverage should be lower report a rate between 41-50% is ideal.

 When asked in which ways they would suggest WSF allow rider feedback, on-board 
surveys/comment boxes (22%) and increased access to input via online email/internet (14%) 
were mentioned most often.
 While mentioned relatively infrequently, 4% of all riders requested that the results of the surveys are 

posted with information about how feedback is being used.
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